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With continuous expansion of financial market customer role reversal and 
customer relationship status, banks and need more to quality service, reasonable price, 
product innovation, advanced channel, for different values of customers provide 
personalized, differentiated, a full range of financial services, to take continuous 
business reflects the value change, enhance the bank's business efficiency and 
enhance the core competition ability, the commercial banks gradually from the pursuit 
of "economies of scale" to "customer benefit" mining, marketing mode from "to 
account for the center" to "take the customer as the center". 
Under the new environment of social development, financial products and 
constantly enrich, customers are more and more requirements for their products and 
services, the commercial banks should be ready, to fully understand the needs of 
customers, to meet the customer's actual personalized products and services needed to 
need; banking market competition unceasingly intensifies, the homogenization of 
products and services, customer segmentation trend gradually obvious, making 
customer relationship management has become the key of the market competition, 
enhance the customer as the center of the service concept is an inevitable trend. 
The software engineering ideas as the main line, from requirement analysis, 
framework design, database design, development environment configuration, 
detailing the implementation process of the system, put forward the construction 
scheme of the customer relationship management system of commercial bank. 
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图 2-1 系统模块示意图 
最底层是整个系统的基础组件，包括客户关系数据库、应用系统平台、基
础设施建设等。客户关系数据库通常使用 Oracle、Informix、DB2、Sybase 等关
系型数据库。应用系统平台可以使用 BEA WebLogic、IBM WebSphere 等中间
件。报表工具可以使用 BO、Cognos、润乾等。ETL 工具可以使用 Informatica、
DataStage、Kettle 等。 
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